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I and an 
engineering lead 
led an initiative to 
improve our front 
end responses 
when a 3rd party 
outage affected the 
uptime of one of 
our strategic 
integrations.

BACKGROUND



BACKGROUND

80% of pro accounts and 60% of free 
accounts have more than 10 integrations 
installed, and so a lot of our user questions 
include references to 3rd parties when issues 
arise. 



50% of Integration 
related critsits in 
2023 were due to 
3rd party outage 
and breaking 
changes

BACKGROUND



Task



1. Audit all API calls of our strategic 
integrations, and identify the most 
impactful ones to our UX when a 3rd 
party outage or breaking change 
affects it.

2. Audit current UX responses when 
each of the API calls is affected.

3. Build UX and engineering best 
practices to provide responses for at 
least 75% of API calls. 

4. Implement changes based on best 
practices. 

Objectives
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Action



API Audit
ACTION



Critical to UX Not Important to UX

Very bad UX 
Outcome

Negligible 
impact to UX

API Audit
ACTION



API Audit
ACTION



Current UX 
responses

BACKGROUND



UX Audit
ACTION

50% of the time we donʼt show 
users any feedback when an API 
fails.



UX Audit
ACTION

10% of the time our feedback is 
actually incorrect or false.



UX Audit
ACTION

40% of the time, our explanations 
are either hard to find or not 
helpful.



UX Audit
ACTION

33% of the time, the user isnʼt 
given any indication in the UI that 
the operation has failed.



Market research
ACTION



Build 
foundational 
best practices

ACTION



Build 
foundational 
best practices

ACTION



Build 
foundational 
best practices

ACTION



Analyze and 
categorize API 
UX responses

ACTION



Analyze and 
categorize API 
UX responses

ACTION



Created best 
practices in 
Figma that 
solved for 86% 
of all API calls

ACTION



Created best 
practices in 
Figma that 
solved for 86% 
of all API calls

ACTION



Guidelines walkthrough





















Assign best practices 
to each relevant API 
call

ACTION



Results



Examples
RESULTS
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RESULTS

Before: a high 
amount of 
critical and very 
bad impacts to 
UX.



After: we 
improved the UX 
response 
significantly for 
our highest 
impact API calls.

RESULTS



Thank you!


